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QUESTION 1

Which two actions can you perform by using entitlement channels? Each correct answer presents a complete solution. 

A. Specify the number of customers allowed to use each channel ___ 

B. Restrict users from creating cases by using specified channels. 

C. Restrict the number of child cases allowed for each parent case with a specified channel. 

D. Specify the number of cases allowed for each channel. 

Correct Answer: AB 

 

QUESTION 2

You install Microsoft Dynamics 365. 

Which three knowledge base article templates are available? Each correct answer presents a complete solution. 

A. Solution to a Problem 

B. Standard KB Article 

C. Case Escalation 

D. Coverage Dates 

E. Procedure 

Correct Answer: ABE 

 

 

QUESTION 3

You are creating a new single-stream dashboard. You plan to filter the dashboard based on cases. Which two
components can you add to the dashboard? Each correct answer presents a complete solution. 

A. a tile that shows the count of open activities 

B. a stream that contains a public queue of cases 

C. a chart based on open activities 

D. a stream that shows a view of open activities 

Correct Answer: AC 
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QUESTION 4

You have the Customer service representative security role. You apply a filter to the active case system view. You need
to save the view. What should you do? 

A. Create a personal view. 

B. Save the filtered view. 

C. Pin the view. 

D. Use Save As and give the view a new name. 

Correct Answer: D 

 

QUESTION 5

You need to enable the Map view for the schedule board. What should you do first? 

A. Enable service territories. 

B. Enable the connection to Bing Maps. 

C. Enable Custom Geolocation. 

D. Select a resource details view. 

Correct Answer: B  

 

QUESTION 6

Your organization uses enhanced service level agreements (SLA\\'s). 

You need to create a view that displays the SLA failure and succeeded time for data related to a case. 

Which entity should you use to select the fields? 

A. SLA 

B. enhanced SLA C 

C. SLA KPI Instance 

D. SLA Item 

Correct Answer: D 

 

 

QUESTION 7
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You have access to the desktop version of Microsoft Excel and Excel Online. 

You need to perform a bulk update of data for 225 contacts. 

What are two ways to achieve the goal? Each correct answer presents a complete solution. 

A. Open the data in Excel Online, make updates, and then save changes to Microsoft Dynamics 365. 

B. Export data as a dynamic pivot table, make updates, and then save changes to Microsoft Dynamics 365. 

C. Export the data as a static worksheet make updates, and then save changes to Microsoft Dynamics 365. 

D. Export the data as a static worksheet, make updates, and then import the data back into Microsoft Dynamics 365. 

Correct Answer: AD 

 

QUESTION 8

You need to create a goal record. 

For which three fields must you enter data? Each correct answer presents a complete solution. 

A. Time Period 

B. Actual Value 

C. Owner 

D. Metric Type 

E. Goal Metric 

Correct Answer: ABC 

 

QUESTION 9

You are working with the Field Service mobile app in online mode. 

Which two statements regarding data synchronization are true? Each correct 

A. The user can choose when data synchronization occurs. 

B. Data continuously synchronizes with the server. 

C. You do not need to manually synchronize your device. 

D. Information is downloaded to your device. 

Correct Answer: AD 

 

QUESTION 10
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You are a customer service agent in a call center. AH customer service agents use Unified Service Desk (USD) to
respond to calls. 

You need to respond to two calls from two different customers at the same time. What should you do? 

A. Create one session for each customer. 

B. Create two sessions and use connections to create a relationship between them. 

C. Create one session and add each customer to a separate section on the form. 

D. Create one session and add each customer to the related customer sub grid. 

Correct Answer: D 

 

QUESTION 11

A user selects a case from a queue and studies the queue item details for the case. Which two data points are
displayed? Each correct answer presents a complete solution. 

A. the user who owns the case 

B. the time spent working on the case 

C. the queue the case is related to 

D. the user working on the case 

Correct Answer: BD 

 

QUESTION 12

You attempt to delete a queue in Microsoft Dynamics 365. You are not able to delete the queue. 

What are two possible reasons why you cannot delete the queue? Each correct answer presents a complete solution. 

A. The queue contains a queue item. 

B. The queue has a designated email address. 

C. The queue is referenced by a routing rule. 

D. The queue has a team owner. 

Correct Answer: CD 
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